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Exhibit B 



Harbor Regional Center 
Universal Customer Service Standards

Respect
• Be courteous and professional with all colleagues and 

customers. 
• Be aware of and sensitive to cultural differences both 

with internal and external customers. 
• Express empathy, compassion, and patience when 

interacting with colleagues and customers.
• Treat every person with respect through warm greetings, 

smiles, and recognition of their contributions.
• Give your undivided time that is needed to resolve the 

individual customers concerns. 
• Consider your customer’s perspective and empathize 

with their experience. 
• View everyone as a valuable resource and look for 

solutions as you work together to serve others.

Communication
• Communication should be courteous and respectful 
• Use a positive tone and quality in both written and oral 

communication
• Ensure information is accurate and clear.
• Engage in active listening to understand the needs of a 

customer or colleague, while remaining open to 
feedback.

• Be responsive  to your internal and external customer 
requests.

• Offer solutions or alternatives when dealing with angry 
customers.

• Follow up with customers to ensure satisfaction. 
• Acknowledge any inconvenience that the customer may 

have experienced. 

Professionalism 
• Lead by example, regardless of your position, holding 

yourself and others accountable. 
• Consistently demonstrate courteous, cooperative, and 

helpful behavior. 
• Understand the needs of both your internal colleagues  

and external customers (anyone you come in contact 
with as an HRC representative).

• Show ownership with problems that may arise in your 
position.

• Be punctual by being on time for meetings and returning 
calls in a timely manner. 

• Know your customer by preparing for meetings, in 
advance. 

• When in a virtual meeting – be present and use 
professional background. 

• Maintain a professional appearance and take into 
account cultural diversity. 

Positive Attitude
• Use a positive tone of voice and body language when 

communicating with colleagues and customers.
• Determine your customer expectations and meet them to 

the best of your ability. 
• Show dedication and a strong commitment to both your 

own work and the success of the organization.
• Recognize the importance of every role and be mindful of 

the value each person brings to the organization.
• Be approachable – Be open, friendly, and welcoming in your 

behavior. 
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